Figure 1: The Customer Design System (CDS) 
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Figure 2: Customer-Based Product Design Module (CB-POM) 
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Figure 3: Customer Directed Product (CDP) 
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Figure 4: Customer Data Reader/Programmer (CDRP) 




Figure 5: Transmitting ACD data to Vendor 
directly from a CB-PD Module 




Figure 6: Block diagram of CB-PD Module 
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Figure 7: Block diagram of Customer Directed Product (COP) 
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Figure 8: Instrument Design Repository (iDR) 
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Figure 9: instrument Design Repository (IDR) 
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Figure 10: Development Interactions (Dl) 
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Rgure 11: Transmission witii Optionai Security Procedures 
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Figure 12: Growth of 
Aggregate Customer Desires (ACO) Database 
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Figure 13: Customer-Based Product Design Report (CB-PDR) 
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Figure 14: Recommended reporting format for 
Customer-Based Product Design Reports (CB-POR) 
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FIGURE 23 
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FIGURE 34A 
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Figure 6 
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Probe #12: Function to calculate Net Present Value 
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Figure 29A 
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Authoring System 



AT THE VENDOR 
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UP Module 



IN THE MARKET 

1028 



□ 



Learning Your Needs 
Question 3 of 6 



0!L 



I Cancel 



Where did you see the ad(s) that led you to buy this product? 
0 Byte 0 Computer Language 

0 Datamation o CASE Trends 

0 PC Week o PC Computing 



I Control Panel 
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Figure 29B 

1032 



Analysis System 



Category: Customers who bought and installed 
the product within one week. 
Question: Which media worthed during the first 
week of sales? 

1- PC Week 176 31% 

2 - Datamation 108 19% 
3 - Computer Language 94 17% 
4 -CASE Trends 72 13% 
5 - Byte 37 7% 
No answer 79 



PC Week 
Datamabon 
CompLang 
CASETrnds 
Byte 

No answer 
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Figure 30A 
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UP Module 



IN THE MARKET 
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Worlcflow Routing 

Customer Support Solution 1 of 3 




1. Display the "Employee Map" that shows users. 

2. To route your document to the proper users, drag and 
drop It on them In the proper order. 

How would you make this clearer in the future? 

I z 

Display this solution again? O Yes 0 No 
I ^Next Solution 
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Figure 30B 



1064 



Analysis System 



AT THE VENDOR 



Category: User needs. 

Question: Percent who want Customer Support 
delivered through the product. 



Do Not 
Want 
Support 




Want 

On-Line 

Support 



Category: Use of on-line Support. 
Question: Percent who use on-line Customer 
Support, ranked by feature. 



Routing 
Scheduling 
Tracking 
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25 50 75 100 



Category: Impact on performance. 
Question: Change in error rates among users of 
on-line Support. 





1 1 Clerical 


1 Marketing 


1 Accounting 
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Figure 31A 
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1086 



UP Module 



□ 



To Repair This Immediately 
Offerlofl 




IN THE MARKET 

1088 



Cancel I 



We will start fixing this problem within four hours if you buy 
an on-site service contract at this time. 

Would you like right now: (1) the price and terms of a service 
contract, (2) a way to buy this through your computer, and 
(3) an immediate service call? 

O Yes O No 



Control Panel 
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Figure 31 B 
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Analysis System 



Routed by E-mail to the Service Dept : 

Category: URGENT repair needed 
Service Contract Purchased: A customer just 
bought a service contract when a problem ^ 
occurred. AN IMMEDIATE PHONE CALL AND 
SERVICE CALL ARE REQUIRED. 



Customer informrtion: 
Contact: Barbara Loucks, Manager 
Competitive Advantages, Inc. — 
500 New Srategic Way 
Target City, ST 12345. USA 
Telephone: (222) 3334444 
Fax: (222) 333-5555 



Problem Details 



Information: 

Click here for 

(1) a hardware/software summary, 

(2) an UP Module problem report, and 

(3) user comments. 
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Figure 34A 




1174x 



Use or download as 
desired 



1178n 



Run CB-PD Module 
interactions 
immediately 



1190 



Dynamically or 
periodically update (1) 
paths, (2) feedback, (3) 
etc. displayed to users 



1194 



Display current 
updated version of 
digital environment 
resources 



1 180x 

Call 280 ^ 



1184^ 


Save in a corral of 




choices, receive a 




"mobile" CB-PD 


H 


Module 
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^ Call 1200 ^ 
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Figure 34B 



1200 > 



Store user assessments 
and suggestions in a 
local file 



1214^ 



Store user assessments 
and suggestions in a 
local file 




Exit local VLR con^l 
until entered again 




1218x 




Upload user 




assessments and 




suggestions; Download 


► 


new interactions 





No 



